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ABSTRACT 
The purpose of this study was to examine whether focus groups with participation from 
key stakeholders in the community could identify specific areas that required change in a 
non-profit community organization. Findings would also provide important feedback for 
the Board of Directors of a non-profit community organization. 
Two focus groups were held. One group consisted of nine community stakeholders and in 
the second focus group six past users of the service participated. Participants gave their 
comments on program strengths, weaknesses, opportunities and threats in a semi-
structured interview using grounded theory in a qualitative format. Pro gram strengths 
inc1uded the community residence for teens and interventions with the family. 
This thesis will discuss the key findings from the research, its impact on the management 
of a non profit agency and the challenges for the researcher. This study will also discuss 
the use of focus groups as a methodology for conducting organizational research, 
implications for social work practice and future research. 
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RÉSUMÉ 
Le but de cette étude fut d'observer si les deux groupes de discussion, ayant comme 
participants les parties prenantes de la communauté et des anciens clients, pouvaient 
identifier les changements nécessaires pour améliorer un organisme à but non-lucratif. 
Les participants ont discuté des points forts des programmes, des faiblesses, des 
perspectives pour l'avenir et les menaces, dans une entrevue mi-structurée, en utilisant la 
théorie « grounded », dans un format qualitatif. Les résultats obtenus de ces sessions ont 
pu donner d'importants échos au Conseil d'Administration d'un organisme à but non-
lucratif. Les points forts des programmes incluaient la résidence dans la communauté et 
la concentration sur la famille. Cette thèse discutera des conclusions de la recherche, 
l'impact pour la Direction d'un organisme et des défis pour la chercheuse. L'utilisation 
des groupes de discussion comme méthodologie pour diriger une recherche 
organisationnelle sera discutée, ainsi que les implications pour le: domaine du travail 
social et les recherches futures. 
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CHAPTERI 
1. INTRODUCTION 
Through the decades, community organizations have played a key role in 
addressing the needs of society and in particular those needs that were not being met by 
public institutions. With more than a decade of cuts in government funding, a greater 
number of agencies applying for limited fundraising dollars and a graduaI movement to 
privatization, community organizations have had to continually work towards increasing 
their understanding of not only the clients but the communities they serve. 
To understand the magnitude and importance of the non-profit sector in Canada 
and in particular in Quebec, the National Survey of Non-profit and Voluntary 
Organizations (NSNVO), released important statistics in 2003 related to the sector. 
There are approximately 46,000 non-profit and voluntary organizations in Quebec, which 
account for about 29% of the 161,000 non-profit and voluntary organizations in Canada. 
The NSNVO report also states, "Quebec based organizations have total annual revenues 
of $25 billion and a total paid staff of 470,000 (excluding hospitals, universities and 
colleges). Organizations in Quebec report a volunteer complement of 4.4 million people, 
who collectively contribute around 555 million hours ofvolunteer time, the equivalent of 
approximately 289,000 full time jobs" (NSNVO, 2005). The non-profit or voluntary 
sector as it is so often referred is a significant contributor to not only the quality oflife of 
its citizens but also a major contributor to the economy of the province. 
With movement towards a more global economy at the world level and on a local 
level ongoing changes to the health and social services sector, community agencies must 
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be eontinually reaffirming their mission, values and vision so that they ean maintain their 
vital role within Quebee society. Emerson, (2004) reports 60 percent oftoday's non-
profit organizations eould be nonexistent within ten years of their founding. Given this 
researeh it would appear the answer to survival for non-profit organizations in today's 
competitive environment is to continually measure the pulse of the clients they serve. 
Community organizations often attempt to address this issue by undertaking a 
strategie planning proeess that is internally driven by the Board ofDirectors and staff of 
the organization. The researeher, in this case, has almost twenty years experienee as the 
Executive Direetor of a non profit organization. This non profit organization, Arneal 
Family Services, located in Pointe Claire, Quebee, was undertaking a strategie plan at an 
important juncture of its evolution. In these ehanging times and a shift in policies 
regarding government funding, the researeher had a keen interest in exploring an 
additional option for organizational change. This pro cess for organizational change 
would include input from eommunity stakeholders and past users of the service - parents. 
Including the perceptions ofkey stakeholders in the development of the organizations 
strategie plan would provide a more holistie approach to the information gathering 
proeess. Two foeus groups with key stakeholder groups were held with community and 
past users of the service in this study. 
This researeh paper will begin by providing a literature review that includes not 
only the use of grounded theory but its relevance within the context of management 
researeh as well as a literature review on the use of foeus groups as a key eomponent in 
the development of a strategie planning proeess in a non-profit ageney. 
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Following the literature review on the key topics included in the research, the 
design and methodology of the study will he discussed. The findings of the focus groups 
will he reported using a well known marketing tool - SWOT - organizational strengths, 
weaknesses, opportunities and threats. The thesis willlink the findings of the focus 
groups to the methodology and design ofthe study to demonstrate how the literature 
review supports the findings of the study. 
The final chapter will discuss the inherent challenges in conducting focus groups 
with the key constituents of a non-profit organization and suggestions for future research 
when researchers are attempting to link client needs, agency role and management theory 
into a single research project. 
It is the researcher's hope that the social work profession will hegin to examine 
the importance of research and training for social workers in the management of non-
profit agencies. Although the role of non-profit agencies is to meet the needs of a 
particular client group, without the understanding and application of the principles of 
management the existence of community hased nonprofits continues to he threatened. 
An ahundance of research in the social work profession exists on societal issues and 
appropriate interventions while little research exists on how the social work profession 
can ensure community organizations continue to play a vital role within Quehec society. 
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CHAPTERII 
2. LITERATURE REVIEW 
Non-profit community organizations or the voluntary sector, as they are 
commonly referred to in Canada, play a major role in improving the quality oflife of 
Canadian citizens. As well, the sector makes a significant contribution to the economy. 
A number of factors such as the move to a more global economy, privatization of 
health services and cuts in government funding to the non-profit have become cause for 
concern for non-profit community organizations. The Boards ofDirectors, management, 
staff and volunteers are questioning not only their role but their long term existence. The 
wealth of social work research and the existing literature is a testament to researchers' 
contributions to the understanding of social issues, human behaviour and the impact of 
interventions. However, recent literature that exists to understand non-profit community 
organization management within the context of the significant changes that have surfaced 
in recent years is far less common. 
This literature review will cite the most recent reports and research on the non-
profit sector in Canada. Qualitative research using grounded theory was applied to this 
study and focus groups were used to gather the data. Literature that supports the use of 
the use of this methodology and in particular the use of focus groups for collecting data 
will be reviewed. With ongoing changes in the sector, non profit organizations need to 
explore with greater frequency the use of grounded theory and how it can be successfully 
applied in the understanding and need for organizational change. 
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2.1 Canadian Non-profit & Voluntary Sector 
Dreesen (2000) in his report "What do we know about the Voluntary Sector" 
focused on the volunteer aspect of the sector and the charitable donations and 
contributions made to the sector. Voluntary sector leaders have long identified the need 
for an improved understanding ofwhat undoubtedly is the beliefthat, the general public 
as weIl as government and private sector decision makers will better appreciate what their 
organizations do. These concems are closely linked to recent tendencies by government 
to download or privatize service delivery. 
The Daily (2005) stated that 23.5% pfGDP in 2001 can be attributed to the non-
profit sector. With an average growth of almost 10%, the non-profit sector was the 
fastest growing field between the 1997 to 2001 period, after education and research. 
Although one can fullyunderstand the financial impact of the sector, there is still much to 
leam about the functioning and challenges of the non-profit sector. 
Comerstones ofCommunity (2003) complemented the earlier findings cited in the 
National Survey of Giving, Volunteering and Participating (NSGVP) in 2003. NSGVP 
had reported extensively on the scope ofvolunteers and their participation in the sector as 
weIl as financial contributions and donations. 
Comerstones ofCommunity (2003) reported 161,000 non-profit and voluntary 
organizations were operating across the country in 2003. This number included larger 
institutions like hospitals, universities, colleges, professional associations and unions of 
this number 46,000 Were located in Quebec. Within this very vital sector of the 
economy, Comerstones of Community (2003) reports $75 billion dollars in revenues in 
the sector and employs just over 2 million people on their payrolls. Just over 1/3 of this 
employment is attributed to hospitals and colleges. As weIl, these organizations draw on 
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more than 2 billion volunteer hours, the equivalent of more than 1 million full time jobs. 
Although Statistics Canada has been providing quantitative data and analysis on the 
sector for thirty years, it was not until the Voluntary Sector Initiative added qualitative 
research to the existing data was there an understanding of the challenges and issues 
facing the non-profit and voluntary sector. 
The Capacity to Serve (2003) outlined the underlying challenges for the non-
profit and voluntary sectors in three key areas: financial capacity, human resource 
capacityand structural capacity. For the purpose ofthis report, non-profit and voluntary 
organizations have been defined according to criteria established by the International 
Class of Non-profit Organizations (Slamon & Aheier, 1997) as organized, 
nongovernmental, non-profit-distributing, self governing and voluntary. Of the three key 
challenges cited in the Capacity to Serve (2003) report, structural capacity is of the most 
interest to the researcher. Included in the findings of the report on structural capacity and 
identified as key concerns for leaders ofthe non-profit organizations were development 
and planning, stakeholder re1ationships, policy and infrastructure. 
Butler & Wilson, 1990; Ott, 2001 cite the importance ofstrategic planning as the 
ability to effectively increase the capacity of a non-profit organization through the 
examination of the various components of strategic planning (mission, strategies, budgets 
and controls). Leadership in most non-profit organizations now recognizes the need to 
keep up with changes imposed by internaI and external factors. Despite evidence of 
progress in sorne organizations, available research seems to suggest that the use of 
information technology and related management capacities by non-profit and voluntary 
organizations is limited (Prairie Research Associates, 2001; Blau, 2001). The lack of 
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human resources and adequate funding has, to sorne degree, constrained the ability of 
organizations to develop technological capacity (Corder, 2001; Stanback, 1987) and 
knowledge management capacity (Wolch & Rocha, 1993). 
Although most non-profit leaders would identify their human capital as their 
greatest strength and recognize the need to build strong stakeholder relationships, this 
aspect of functioning presents inherent challenges. Role ambiguity and organizational 
culture have affected the functioning of non-profit and voluntary organizations, leading to 
less than optimal stakeholder relations and organizational efficiency (Harvie, 2002). 
Community organizations are most often underfunded and under resources which hinders 
their ability to focus on stakeholder relations and organizational efficiency. Another area 
of structural capacity that has been impeded is policy. Governments are relying 
increasingly on non-profit and voluntary organizations to deliver services. Therefore, it 
has become important for these organizations to develop their policy capacity so that they 
can have sorne input into, or influence on, government policies relating to their areas of 
service or expertise (Salamon, 1995). However, given the challenges in funding and 
human resources, policy capacity for non-profit agencies is not often their area of 
expertise nor do they often have the resources to advocate for social policies within their 
area of expertise. As well, most organizations find it difficult to meet policy goals 
because their research and information dissemination capabilities are inadequate, 
inefficient, or nonexistent (Belfall, 1995). 
The Capacity To Serve (2003) conc1udes that although non-profit 
organizations were obviously resourceful and committed to their missions, participants in 
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their focus groups - leaders of non-profit organizations - indicated that their 
organizations were struggling to adapt to changes in the external environment. 
The Capacity To Serve (2003) conducted 36 focus groups in 13 communities 
across Canada between in April and May of 2002 in order to collect data in the three 
capacity areas: financial capacity, human resource capacity and structural capacity. The 
focus groups were deemed as the best method for collecting qualitative data to obtain the 
full range ofviews and perceptions on issues facing the sector. 
2.2 Management and Organizational Research 
Grounded theory has been used since the 1970's as an approach in the studyof 
management and organizations and since that time has become increasingly popular with 
researchers conducting qualitative studies within organizations. Theoretical concerns in 
management and organizational studies relate to substantive topics such as decision-
making, socialization and change (Locke, 2005). 
There are a number of reasons for the use of grounded theory in qualitative studies 
when the study is concerned with the functioning and human behaviour within the 
context of organizations. Martine and Turner (1986) contend that the grounded theory 
approach is well suited to the study of complex entities because of its ability to produce a 
multifaceted account of organizational action in context. The methodology of grounded 
research tends to allow the researcher to bridge theory and practice and identify key areas 
that may be in need of change in an organization. As well, Partington (2000) has 
developed a grounded normative model that accounts for the actions of managers seeking 
to implement planned organization change initiatives. 
Technology and the increasing reliance on technology by both companies and 
researchers have brought an added dimension to the study of organizationallife and 
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human behaviour. The adaptation of grounded theory took into account the rapidIy 
changing world ofhigh technology. Eisenhardt (1989) has also adopted a grounded 
theory building approach to study features of life in so called high technology 
environrnents. In these fast-paced technology environrnents, strategic decision-making is 
fast and constant and the organizationai capacity needs to achieve a level of comfort with 
continuous change. This is not unlike the rapid changes that community organizations 
experience and struggle to deal with on an ongoing basis with limited resources and 
knowledge. 
An important aspect of organizational change lies with the leadership of an 
organization and this aspect of organizationallife is possibly the most heavily theorized 
subject in management and organizational studies. Parry (1998) has argued that 
leadership needs to be researched as a social pro cess rather than through the study of the 
person, of the leader, especially those leaders who occupy senior roles within the 
organization. Like Glaser (1978), Parry believes that leadership is a basic social process. 
Covaleski et al (1998) adopted a more critical perspective on management and 
organizations by focusing on Foucault's ideas about power, knowiedge and the 
constitution of the self. 
When studying the need for organizational change, the researcher must determine 
a methodology for the study and it is important that the theories generated accurately 
reflect that phenomena the researcher is attempting to explain. Singh (1999), in her 
research, explained that she had adapted a grounded theory building approach as her 
model in order to demonstrate that in practice settings, there was a movement away from 
theoretical schemes that were still in place in academia. Through the years, researchers 
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have continually adapted the grounded theory model of qualitative research to capture the 
complexity of the organizations they were studying. The use of grounded theory 
research in management and organizational studies seem to result in findings that are 
action-oriented theoretical products (Strauss, 1987). 
Even the grounded theory approach to qualitative research in the study of 
organizations is not without its constraints even when the researcher is able to adapt or 
adopt the approach to the organization setting. Gaining access to the research site as well 
as to the groups and individuals the researcher was studying were recurrent themes in aIl 
of the literature. Barley (1990) describes the time and the lengths he went through to 
gain and negotiate access to the two hospital sites for his participant-observation based 
data gathering - a process that took five months of persistent efforts to accomplish. 
Numerous journal articles have been written on the obstacles associated with gaining 
access to the research sites and the problem was even more frustrating if the researcher 
had to interrupt the data gathering process before completion. In order to compensate for 
sorne of the difficulties inherent in gaining access to certain sites., researchers have begun 
to employ their creativity and focus on alternative methods of data collection rather than 
direct access to the site. With the advent of the World Wide Web researchers began to 
collect data for their studies through the World Wide Web. Pandit (1996) describes the 
theoretical sampling strategy he followed to study corporate turnarounds. He used the 
internet to compile a set of documents made up of newspaper reports, trade and business 
articles, journal articles, govemment publications and press releases of each company. 
Vaughan (1992) had an interesting approach called "theoretical elaboration". 
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Following Strauss' understanding of developing existing theory (1970), her approach 
begins by taking any theoretical element, be it model or concept, and using it to guide 
theoretical sampling of noticeably different comparative cases. Theoretical sampling 
using this theory may have significant variations in criteria such as size, complexity and 
function. 
From the literature reviewed by the researcher and utilized in this study, it would 
appear that the grounded theory model of qualitative research captured the complexity of 
the. situation studied and also captured the interactions between the various key 
stakeholders of a community based organization. 
2.3 Qualitative Research using Focus Groups 
The literature has identified structural capacity as one of the three greatest 
challenges facing the non-profit sector in Canada at this time. Leaders of non profits 
expressed concem over their limited ability to develop and implement a strategie 
planning process. Barry (2003) explains strategie planning as the process of determining 
what the organization intends to accomplish and how to direct the organization and its 
resources toward accomplishing these goals over the coming months and years. 
In order to begin the process of developing a strategie plan, one must begin by 
exploring research methods for collecting the necessary data. Qualitative research is the 
term used to describe an approach to research that stresses "quality" not "quantity", social 
meaning rather than the collection of statistical data. In qualitative research the theory 
emerges from the bottom up after the collection, coding and analysis of the data. 
Categories are developed, linked and organized by relationship, conditions, dimensions 
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and finally a theory emerges. Many researchers have c1aimed that the analysis is the 
interplay between the researcher and the data. 
Channaz (1994) states that by starting with data from the lived experience of the 
research participants, that lived experience shapes the researcher's approach to data 
collection and analysis. Channaz (2006) expands on this thinking by moving this 
concept to another level and naming this interpretive theory. Interpretive theory calls for 
the imaginative understanding of the studied phenomena. 
The qualitative research literature using grounded theory, as indicated above, 
supports the use offocus groups as a method of collecting data. Litoselliti (2003) 
explains, focus groups are focused, in the sense that they involve sorne kind of collective 
activityaround a small number of issues, and are interactive, in that the group forces and 
dynamics are of utmost importance. Krueger (1994) offered this definition of a focus 
group "a carefully planned discussion designed to obtain perceptions on a defined area of 
interest in a permissive, non-threatening environment" (p.6), where participants share and 
respond to comments, ideas, and perceptions. Morgan (1988) further explains the goal of 
using focus groups as being a participant's ability to understand the researcher's topic of 
interest, thereby with a self contained focus the data can stand on their own. Becker 
(1986) points out that by the time the social scientist sits down to write, most of the 
choices about how to portray the research have already been made during the course of 
the research. With focus groups, these choices inc1ude whether the research is 
exploratory or hypothesis testing. In the case of this study the data collection was 
exploratory and the two focus groups were intended to collect data that would enhance 
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the strategie planning proeess of a non-profit eommunity organization and provide key 
insights into the areas of ehange for the organization. 
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CHAPTERIII 
3. THEORETICAL FRAMEWORK 
3.1 Theoretical Overview 
The theoretical framework used for this research project is qualitative research. 
Strauss and Corbin (1998) state that qualitative research that incorporates "a way of 
thinking about and studying social reality" is commonly called "grounded theory". 
Charmaz (2006) provides this definition, 
"a method of conducting qualitative research that focuses on creating a 
conceptual framework or theories through building inductive analysis 
from the data. Rence, the analytic categories are directly "grounded" in the 
data. The method favours analysis over description, fresh categories over 
preconceived ideas and extant theories and systematically focused sequential data 
collection over large initial samples. This method is distinguished from others 
since it involves the researcher in data analysis while coUecting data - we use this 
data analysis to inform and shape further data collection. Thus, the sharp 
distinction between data collection and analysis phases of traditional research is 
intentionally blurred in grounded theory studies". (pg 118) 
In this research project, the researcher, in the role of Executive Director of Amcal 
Family Services, non profit agency, recognized the need for the administration 
(Executive Director, staff and Board of Directors) of the organization to undertake an 
exploration of the views, perceptions and challenges of the various stakeholders that 
interacted with the organization in a significant capacity. Due to the nature of the project, 
qualitative research was chosen over quantitative research as the primary goal was to 
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assess the views, opinions and perceptions of the community stakeholders and past users 
of the service - parents. 
Glaser and Strauss's book The Discovery ofGrounded Theory (1967) first 
articulated these strategies and advocated developing theories from research grounded in 
data rather than deducing testable hypothesis from existing theories. This explains the 
need for the researcher to start with the gathering of data and to end by writing the 
analysis and reflecting on the entire process (Charmaz, 2006) 
The researcher began with a specific research interest and the theoretical 
framework emerged out of a need to answer certain crucial questions by key 
stakeholders. This is consistent with Blumer' s (1969) depiction of sensitizing concepts. 
Grounded theory researchers often begin their studies with certain research interests and a 
set of general concepts. These concepts give you ideas to pursue and sensitize you to ask 
particular kinds of questions about your topic. 
This theory often promotes questions from traditional researchers and theorists (ie 
What is the theory or is there a theory?) Randall Collins says "Theory is what you 
remember" (2204a; see also David, 1971). Charmaz (2006), prefers the term theorizing 
rather than theory. 
The researcher in this case chose the interpretive definition of theory as a 
theoretical framework allowing theorizing to flow from the collt::cted data. This 
theoretical approach allows the researcher to be imaginative, thus allowing for multiple 
possibilities and the theorizing to evolve. Many researchers are so concerned about 
adhering to a strict set ofrules and traditions that the wonderment of the research project 
is lost. The researcher in this project attempted to remove the boredom and tediousness 
21 
of the process and focused on theorizing which a1lowed for the creative process to 
emerge. 
3.2 Focus Groups - Agent of change 
The data collection is an important aspect of the process and the researcher used 
focus groups to gather the information for the analysis. Krueger (1994) describes a focus 
group as "a carefully planned discussion designed to obtain perceptions on a defined area 
of interest in a permissive, non-threatening environment" (p.6). 
Gibbs (1997) reveals focus group research is useful for revealing through 
interaction the beliefs, attitudes, experiences and feelings of participants, in ways which 
would not be feasible using other methods such as individual interviews, observation or 
questionnaires. Much has been written about the role of the importance of the moderator 
of the focus group. Litoselliti (2003) indicates, "The moderator should have sorne 
understanding of the community or communities researched, in sorne cases through 
having been in contact with them in the past" (p.40). In this study the researcher and the 
moderator of the focus group were the same person. Krueger (1994) emphasizes this by 
making this point, "the researcher also acting as a moderator may help increase coherence 
across the stages of the methodology, minimize the conflict between the methodological 
assumptions and style and limit the possibility of intervention and manipulations (p.41). 
Silverman (2000) states a good moderator understands the background to the research, 
the problems, the difficulties and internaI issues facing a group, and the different types of 
participants; does not take verbalizations at face value, but probes deeply and challenges 
participants to get behind people's defences and 
rationalizations. 
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In using focus groups as a methodology for collecting data, Litoselletti (2003) 
warns against a perceived or actual power difference between the moderator and the 
participants as it can be detrimental to the quality of the focus group discussion. This 
researcher, being aware of a perceived power difference, purposefully did not include 
questions in focus group 2 - past users of the service - about their experience with the 
social worker or the organization but rather focused questions and discussion on the 
future ofthe organization and their challenges and issues as parents in today's society. 
3.3 Limitations 
Although the theoretical framework for this project was qualitative method using 
grounded theory and focus groups as a method for collecting data this framework is not 
without its limitations. The main limitations ofthe use of focus groups can be 
summarized and are based on discussions by K.rueger (1994), Morgan (1988, 1993) and 
Gibbs (1997). These limitations include bias and manipulation, false consensus, 
difficulty in distinguishing between an individual view and a group's view, difficulty in 
making generalizations and difficulty of analysis and interpretation of results due the 
open-ended nature of focus groups. In using this theoretical framework of grounded 
theory using a focus group approach, the researcher addressed these limitations with 
careful planning and the skilful moderating of the group. The researcher was a seasoned 
professional with more than a decade of experience animating groups and working within 
the community. 
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CHAPTERIV 
4. METHODOLOGY 
4.1 Design 
This study uses a qualitative design to research the perceptions of two key 
stakeholder groups in a community non-profit agency. These two key groups are 
community stakeholders and past users of the service - parents. From these two groups, 
the findings will generate the basis for possible changes within the organization as well as 
assist in the strategie planning process of a community based non profit. 
Six past users of the service - parents - and nine community stakeholders, 
including school representatives, clergy, a community foundation representative and 
managers ofboth a local mental health center and a social service center, participated in 
the two focus groups held over a two day period. The researcher moderated the two 
focus groups for one and a halfhours to solicit the participants' perceptions ofthe 
agency, needs of clients, challenges of parents, weaknesses of agency programs and their 
perceptions in general on the work of the organizations and its role in the community. 
The line of questioning followed the format of a SWOT analysis, a well researched tool 
used in the management and marketing field that explores the Strengths, Weaknesses, 
Opportunities and Threats for the organization. 
A grounded theory approach was applied to construct a design for the research 
and form the basis of the theory. When using a grounded theory approach in qualitative 
research, the theory is established from observations in the field. It is not about 
observing people in order to test a hypothesis or theory, rather the theory is pulled from 
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the data (Ezzy, 2002). In grounded theory, the researcher may use interpretive theory, as 
1 have chosen, as interpretive theory calls for imaginative understanding of the studied 
phenomenon. This type of theory assumes emergent, multiple realities, indeterminacy; 
facts and values as inextricably linked; truth as provisional; and sociallife as processual 
(Charmaz, 2006). 
After data collection, the most important aspect of the study is about to begin with 
the coding. When the researcher has completed the development of themes, the 
researcher can move to a more focused coding or sub categories. Focused coding is the 
most major phase in coding. These codes need to be more directed, selective and 
conceptual than word-by-word, line-by-line and incident-by-incident coding (Glaser, 
1978). 
4.2 Sample 
The non profit organization studied has a mission statement of "building healthy 
family relationships " and provides a unique residence program for teens whose families 
are experiencing a crisis as weIl the organization offers school based programs, a 
pro gram for young mothers, a supervised setting for children in foster care and skill 
building groups for teens and children. 
A total of 15 individuals participated in the two focus groups held on two separate 
occasions. Focus Group 1 - community stakeholders - consisted ofthree representatives 
from various roles within in the school system (guidance counsellor, school 
psychologists, principal of an alternative school), two members of the c1ergy, one 
representative from each ofthe local mental health centers, CLSC and a manager from a 
social service center (Batshaw Youth and Family Services). Focus Group 2 - past users 
of the service - parents - were parents of children who participated in the residential 
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pro gram of this community based agency. AlI of the participants in both focus groups 
were interested in providing input to the organization on the SWOT for the agency. 
Community stakeholders welcomed the opportunity to give their opinions and feedback 
on the programs/services offered by the agency. Parents on the other hand, were less able 
to talk in general terms and wanted to share their perceptions of the organization by 
retelling their story. 
4.3 Study Procedure 
The study was reviewed by the McGill Ethics Department and given ethical 
approval. The ethics committee reviewed the proposaI for this research study and 
considered the study to be oflow risk to the participants. As weH, the Ethics Committee 
reviewed the letter sent to participants by the Chairperson of the Board of Directors and 
the participant consent form. Although this study was considered low risk for 
participants the committee did express concem about the ability of the researcher to 
recruit subjects for the study. 
This research study and its potential findings was supported by the Board of 
Directors of the agency. A letter to participants was prepared and signed by the President 
of the Board ofDirectors as a clear indication of the knowledge ;and support of the Board 
of Directors. Parents were randomly selected from the list of clients who had used the 
organizations services and community stakeholders were selected from those services 
that the organization partners with in various capacities. Both groups were sent a letter, 
one explaining the process and a participant consent form to sign and retum to the 
researcher if they were interested in participating in the study. Parents did not provide a 
prompt response within the allotted time frame and staff members followed up with those 
who were sent letters. In order to limit the intrusion on the very busy schedules of 
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professionals in focus group 1, the focus group was held from 3:30 to 5:00 p.m. at the end 
of their work day. A lunch was served to further entice and allow for greatest 
participation. Focus group 2 - past users/parents, most ofwhom were employed full 
time, the focus group was held in the evening from 7:00 p.m. - 8:30 p.m. to allow for 
greater access for those parents who were interested in participating. 
The day before the focus group was held all participants were phoned and spoken 
to personally or left a voicemail message with a reminder of the pending focus group and 
reminding them of the importance of their participation in the future direction of the 
agency. 
The researcher began the focus groups by introducing herself and the purpose of 
the study was explained to the subjects. The consent forms were read and subjects were 
asked if they had any questions regarding the content of the consent form. AlI subjects 
were reminded of their right to stop the interview and withdraw at any time without any 
repercussions. Confidentiality was explained to the group and the researcher explained 
the reason for the group session being audio taped. Subjects were told that every effort 
would be made to conceal the identity of the participants and written transcripts would be 
destroyed after the study is completed. The researcher followed the interview guide and 
posed the questions as outlined in the proposaI to the Ethics Committee. 
As the researcher is also Executive Director of the agency, concems could arise 
regarding the power imbalance between the researcher and the subject in focus group 2 -
parents/past users of the service. AlI participants in this group were past users of the 
service, therefore fears of service being altered or terminated because oftheir answers to 
the questions was nonexistent. The researcher had no previous contact with these 
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individuals in a professional capacity. Subjects were only informed at the focus group of 
the role of the moderator within the agency. 
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CHAPTERV 
5. DATAANALYSIS 
Data analysis is the process ofbringing order, structure, and meaning to the mass 
of collected data. It is a messy, ambiguous, time-consuming, creative and fascinating 
process and do es not proceed in a linear fashion. Qualitative data analysis is a search for 
general statements about re1ationship among categories of data; it builds grounded theory 
(Marshall and Rossman, 1989). The collection and analysis of the data obtained go hand-
in-hand as theories and themes emerge during the study (Harris, 1991). 
Researchers using the naturalistic inquiry method have the added challenge of 
attempting to prove trustworthiness with their research so that it is viewed as trustworthy. 
Trustworthiness is established in a naturalistic inquiry through credibility, applicability 
through transferability, consistency through dependability and neutrality through 
conformability (Erlandson et al, 1993). Naturalistic inquiry operates as an open system; 
no amount of member checking, triangulation, persistent observation, auditing or 
whatever can ever compe1; it can at best persuade. (Lincoln and Guba, 1985) 
The data analysis ofthis study can be best described as an "understanding rather 
than explanation"(Charmaz, 2006). Interpretative theory can best describe the analysis of 
the data in this study. Charmaz (2006) suggests "interpretive theory calls for the 
imaginative understanding of the studied phenomenon. This type of theory assumes 
emergent, multiple realities; indeterminacy; facts and values as inextricably linked; truth 
as provisional and sociallife as processual" (p.127) 
29 
In this study, the researcher was soliciting key stakeholders in the organization to 
pro vide input into another simultaneous process of the organization - strategic planning. 
The data was collected through the process of two focus groups. 
Based on the organizations need for input from the key stakeholders of the 
agency, the data and coding was organized around the main themes for inquiry: agency 
strengths, weaknesses, opportunities and threats. In both focus groups, the data could be 
coded and analyzed using these categories and a series of subcategories to capture all of 
the input from the subjects. In this case, the categories were exhaustive and all ofthe 
statements fit one rather than many categories (Gillham 2000). 
It is important to note that the researcher was the moderator of the focus groups 
and had prolonged engagement both with the organization being studied and community 
key stakeholders but no engagement with parents. However, parents had been engaged 
for a prolonged period with staffmembers ofthe agency. Focus group content can be 
described, in the words of the researcher, as open, candid and informative. The format 
was a semi structured interview however in the case of past users of the service - parents 
- in many instances in answering the interview questions they expressed a need to "share 
their stories". This was encouraged by the moderator and in the analysis provided rich 
data for the interpretative approach of naturalistic inquiry. 
30 
CHAPTERVI 
6. FINDINGS 
The researcher and in this case the moderator of the two focus groups (community 
stakeholders and past users of the service) had a keen interest in the perceptions of these 
key stakeholder groups for the purpose of assisting the community based agency with 
organizational change as weIl as the development of a Strategic Plan. The focus group 
data from key stakeholders would provide the agency with an inclusive approach that 
focused on extemal factors rather than the process used in preceding years of engaging 
only the staff and Board ofDirectors in the process of assessing the need for 
organizational change and the development of the yearly strategic plan. 
Second, an important point about the data collection was the fact that questions 
were prepared and formulated in such a manner that the questions reflected a strategy 
used since the 1970s by for-profit organizations with their key interest groups. This 
process, called a "SWOT analysis", collects data around the central themes of 
organizational strengths, weaknesses, opportunities and threats. 
The researcher found that focus group 1 - community stakeholders - had 
participated in research and focus groups on a number of occasions and this fact was 
relayed to the researcher in informaI discussions before and after the focus groups. Most 
of their participation in research was focused around needs for families and children in 
the community and they were acting in the capacity of their professional role. This focus 
group 1 - community stakeholders were anxious to provide their input and the only 
deterrent for them in several cases was conflicting schedules and meetings. Four ofthe 
participants called the researcher to express their need to change appointments to 
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participate but aIl of the community stakeholders felt a civic and professional dut y to 
participate. Community stakeholders who were employed by the larger government 
institutions felt that a community agency had greater potential to respond quickly and 
with a minimum amount ofbureaucracy to the changing needs offamilies in the 
community than larger institutions. The researcher felt their input and perceptions were a 
critical aspect to the development of organizational change and a strategie plan that 
inc1uded a vision for the future of the organization. 
Past users of the service - parents, on the other hand, were more skeptical and 
had not participated in research previously but were anxious to "tell their stories". 
Parents proved to be more difficult to recruit and had great difficulty making a 
commitment to their attendance on the evening scheduled for the focus group. Twenty-
two invitations were mailed to past users of the service, however, six did agree to 
participate. The participation of the six parents proved to be valuable input and they 
willingly talked about their needs and challenges when experiencing a crisis with their 
teen. 
The researcher was surprised and impressed by the similarities between the two 
focus groups on their perceptions, needs and challenges. Although the questions varied 
between the two groups, community stakeholders provided input at the macro level while 
past users of the service - parents - provided input at the micro level through their own 
persona! stories and observations. 
The questions to the two focus group participants were organized around the 
SWOT analysis, a marketing too! used to solicit the opinions of specifie interest groups. 
In the case of past users of the service - parents, they were not asked directly about the 
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strengths, weaknesses, opportunities and threats for the agency. However, the parents 
were asked indirectly about opportunities for program expansion with a question like 
"What are your greatest parenting challenges?" The findings from this question were an 
attempt to gain knowledge about potential opportunities for the organization that would 
address these challenges through the development of new programs and services. 
Community stakeholders were asked a similar question, ie: "In your professional role, 
what do you perceive as the greatest needs for families and children?", once again 
exploring potential opportunities for the organization. 
The findings from the study are categorized using the following themes. 
Community Stakeholders' perceptions were divided into four main categories 
(organizational strengths, weaknesses, opportunities and threats) with sub categories to 
each of these themes to capture all of the input from focus group 1. In the case of focus 
group 2 - past users of the service - parents - the categories were slightly altered to 
reflect their perceptions and to capture the full extent of their experience when telling 
their story. Past users of the service - parents - categories include: parent challenges 
(opportunities), parent needs (weaknesses), organizational strengths and organizations 
role in the community (threats). Under each category, sub categories were used to avoid 
generalizations and to capture the feedback in its entirety. 
COMMUNITY STAKEHOLDERS' PERCEPTIONS 
6.1 Organizational Strengths 
6.1.1. Community Residence - When participants were asked the question, "What do 
you know about the programs offered by the organization"? the overwhelming response 
was the community residence for teens in crisis. Participant #2 said her understanding of 
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the residence was "a temporary placement to give parents and students a little bit of time 
to re-evaluate their behaviour and to look at their parenting styles". This was followed up 
with a statement by participant #4 who said "it is a chance to get the kid out of the family 
setting and give everybody a cooling offperiod". Participants felt this was an alternative 
to the social service system and provided families with greater control over their family 
situation in times of crisis rather than involving youth protection. Certainly there was 
consensus among the group that the organization was seen as a private agency that was 
affordable and had far less stigma attached to the organization than a hospital or social 
service setting. As part of the strategic planning question, a key question to be answered 
by the focus groups was whether or not the community residence was a vital and 
important resource for the community. Although the organization offers many 
programs/services for families, all of the community stakeholders mentioned the 
residence as their greatest understanding of the programs/services offered by the 
organization. The organization had its roots as a contracted service for the English social 
service center and operated a frontline shelter for teens entering the social service 
network untill990. In 1990, the organization's contract was terminated and it is now a 
private non-profit but still operating a residence for teens in crisis. In reviewing the 
financial position of the organization and the cost related to an eight bed residence, it had 
reached a juncture whereby the pro gram needed to be revisited in terms of its ability to 
best meet the needs of the community. Overwhelmingly it was viewed by aIl of the 
community stakeholders as a key component of the services offered by the organization. 
6.1.2 - Family Component 
The focus of the organization's programs is the family and family involvement. 
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Participant #1 said "very often in a school there are things you can't address - family 
component". These sentiments were echoed by a number of other participants in the 
group that "success is related to high level offamily involvement". "Solutions lie most 
often in the dynamics of the family" and "incredible things happen when working with 
the parents". Participant #9 was able to sum up the group's thinking by adding "1 look at 
you guys as parent coaches". "1 have seen parents learning how to be parents and doing a 
better job at it". The community stakeholders seemed to agree that the organization was 
best known for its work with the family unit and this in their opinion contributed to the 
success and changes in family dynamics and functioning. It was also noted by participant 
#8 that "the services offered by the organization are complimentary to what we are doing 
in the ministry (church) and it is also an organization that respects family values and the 
priority of the familyas a unit". 
6.1.3 Prevention 
Throughout the course of the focus groups the participants made constant 
reference to the fact that the programs/services offered by the organization were often 
utilized by parents and professionals to avoid the social service system and prevent long-
term placement oftheir teen out ofhome and away from their school and community. 
However, they did acknowledge that with the program requiring a high leve1 of family 
involvement and that success was possibly rooted in the involvement of the family, it was 
a requirement that families be highly motivated to participate in all aspects of the 
program and be committed to do the necessary work. However, the participants 
expressed concem that the program was only available for teens and expressed concem 
that the agency presently was not providing outreach family counselling and acting as 
parent coaches for families of elementary school children and even younger. In the 
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words ofparticipant #1, "weIl, l'm seeing the problem early in e1ementary schools". 
Although the program was deve10ped to assist teens and their families, there would 
appear to be a growing concem and a need to work as parent coaches for the younger age 
group and this is an aspect ofprograms/services that needs to be explored by the agency. 
To explain the leve1 of services needed participant #1 said "yes, there are very 
good parenting courses that are given at the CLSC by wonderful people, however, l'm 
talking about kids who are a couple of notches above that. There is a crisis constantly in 
the house and you can just see how it is going to turn out. You know, to me that's the 
crucial time." Although the agency appears to be viewed as a prevention pro gram for 
teens, there is a critical need for families of younger children that are not presently having 
their needs met by public institutions. In summary, according to community stakeholder 
perceptions, parents don't know what to do when dealing with behaviours that are outside 
the norm. Parents could use an additional resource to leam strategies to deal with 
behaviours that are challenging parents on a daily basis. 
6.2 ORGANIZATIONAL WEAKNESSES 
6.2.1 - Marketing and Public Relations 
With the residence program operating at about 75 percent occupancy for about a 
quarter of the year, the researcher wondered if there was an image problem or stigma 
related to using the programs/services of the organization. The c:ommunity stakeholders 
felt that there were distinct advantages to a resource located in the community, such as 
parents did not have to add an hour' s drive to their already hectic schedules to commute 
to downtown when in need ofhelp and parents also did not incur additional costs with 
parking and possible babysitting. 
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A high percentage of teens that are experiencing a problem are involved with 
similar teens and on occasion that other teen was a client in our residence program. 
Community stakeholders noted that teens were often more knowledgeable than their 
parents about the organization and other community resources. So why were the 
community not availing themselves of the residence program in greater numbers? Where 
was the problem? Community stakeholders felt the lack ofunderstanding of the 
programs and services of community groups c1early indicated a need to increase public 
awareness and market the programs/services to parents. As well, parents' inability to 
follow through with a referral to the organization was sometimes based in fear and fear of 
being perceived as a failure. Community stakeholders also commented on the teens' 
perceived knowledge about their rights and the laws of the y outh Protection system. 
Community stakeholders felt that parents were afraid oftheir teens and perhaps feared 
losing their teen to the system. Teens are often threatening their parents with "1 am going 
to call DYP (youth protection) on you". Participant #7 said "if! mention the organization 
to a family the response is usually "oh well, it's not that bad yet."" Fear, guilt and shame 
appeared to be motivating factors behind parents' reluctance to make the tirst phone call 
to the organization to request assistance or counselling. Focus group 1 participants felt 
that the organization should make greater attempts at linking with other helping 
professionals, hospitals, social service and mental health centers to increase the 
organization' s visibility and provide for a better understanding of new and existing 
programs to those helping professionals. 
6.2.2. Building Links 
Community stakeholders felt strongly that the organization should be promoting 
the programs through helping professionals rather than the public at large. They felt they 
37 
were the ones coming in contact with teens who were experiencing family problems and 
the organization should put a greater emphasis on informing the professionals. Because 
parents are feeling like such a failure, as participant #3 stated, "you're failing a course 
that nobody gave you a syllabus for to begin with", c1early describes the reluctance of 
parents to reach out and perhaps the answer to increasing the knowledge and 
understanding of the programs of the organizations lies in building community links with 
key professionals who are serving the needs of youth and families in various capacities. 
Participant #1 said "there's about thirty psychologists at the school board, twenty speech 
therapists, as well as consultants come and talk to us about the programs and services." 
Participant #2 also pointed out "that's a valid point and 1 would even add to that. You 
know who e1se? The secretaries, the people responsible for attendance". School 
secretaries, by all accounts, seem to be the group with the most knowledge about teens 
who are experiencing difficulties at home and school. Community stakeholders agreed 
that the organization's website could probably be used to greater advantage and should 
inc1ude signs that parents should be aWare of that would indicate a need to reach out for 
he1p. Participant #8 said, "What to look for? Sometimes when you're in the middle of it, 
you don't actually know there's a problem until it becomes unmanageable". With limited 
resources, community based agencies often have difficulty allocating financial and 
human resources to the promotion and understanding of their services. Community 
stakeholders, however, felt that helping professionals needed to have a greater awareness 
of the programs and iftime was not available then possibly a mailing of brochures 
outlining the programs would be valuable to those in regular contact with families in 
crisis. Participant #6 said ''l'm sure ifyou're an intervenant, it's going to be of concem 
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to you. Y ou're not actually going to open the envelope and throw it away. Y ou're going 
to be like "wow, now 1 know". There was a strong consensus among the community 
stakeholders that because of fear, sense of failure and shame as mentioned earlier in the 
findings, professionals were a key group for the organization to build stronger links with 
in order to better market the programs of the organization. 
6.3 Organizational Opportunities 
6.3.1 EducationlInformation for parents 
Community stakeholders felt that parents were ill-equipped to deal with acting out 
adolescents and needed additional skills. However, participant #4 stated, "parents are 
overwhelmed with the stress ofworking and managing families". The frustration for the 
professionals who participated in the focus group was the "inability to get parents out to 
workshops, counselling and information sessions". Participant #7 explained "they 
(parents) will get up at five 0' dock in the moming to take their kid to six 0' dock hockey 
practice when he's four years old and can't even skate. They'Illeave work early to get 
them to the soccer game, but we can't get them to take a parenting course". With such 
resistance to addressing their family issues, how could an organization respond to the 
needs of families? The lack of attendance at parenting courses, even when necessary, 
could be attributed to their inability to make a long-term commitment because families 
are already juggling many activities and time constraints. Participant #6 felt that "maybe 
it's just looking at a punctual event, where you're talking about basic communication 
skills that you can, in two hours, give a lot of information to sorne of these parents". The 
group agreed a one-evening event might pique their curiosity and then they may sign up 
for a five-week course. AIl participants agreed that attempting to get a long-term 
commitment to a course from an already stressed and overwhe1med group of parents was 
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not possible. A two-hour evening event would probably attract a larger group of parents. 
An additional information/education evening could be aimed at addressing an earlier 
concern by focus groups participants whereby teens appear to know more about their 
rights than parents do. An evening session informing parents of their rights as weIl as the 
y outh Protection Act could shift the balance of power in the family. 
The organization has been providing a twice yearly training for helping 
professionals in the English sector for more than ten years and several participants were 
impressed by the quality of the speakers and content of the training. Participant #4 
commented on the training by saying, ''l've had a chance to benefit from it and 1 think it's 
a win-win situation for the professionals, English-speaking on the Montreal Island, and 
the region and ourselves". These training sessions are so well-received by English-
speaking professionals that the organization should explore the possibility of presenting a 
series ofthese trainings each year to address training needs ofboth professionals and 
parents. 
6.3.2 Life Transition Programs 
Community stakeholders noted that problems would appear to arise in families 
during life transitions. One transition that seemed to have an impact on young people 
was the transition from elementary to high school. Children they felt were "too young 
and ill prepared" for this transition and it often had a devastating impact on the child and 
the family. Families who had a normal, complacent, cooperative child, with the 
transition to high school, these parents were often now experiencing a suIlen, angry, 
rebellious child. Parents often felt a sense of panic when dealing with these new 
behaviours and such a radical change in attitude. Life transitions for families that 
required additional support included divorce, terminal illness, loss of a parent or sibling 
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and young adults transitioning to independent living. Those participants who worked in 
the school system saw the need for a school suspension program because schools were 
ill-equipped and lacked the resources to handle school suspensions to the best advantage 
of the teen or the family. 
Participant #3 expressed her concerns in this way, "they can give them detention, 
they skip detention, give a ped day detention, maybe they'll come, maybe they won't. 
You give them an out-of-school suspension that's a vacation". Participant #7 responded 
"What do you give the kid who has a suspension at home? Watch the parents freak"! 
Suspensions as they exist in their present form are of no value to the teen and add 
additional stress to an already overwhelmed family. Although all of the community 
stakeholders offered a unique perspective on the kinds of programs that are needed by the 
community, only those programs that are in line with the mission of the organization 
should be contemplated during the strategie planning phase. 
6.3.3 Early Intervention 
A prevailing theme throughout the discussions with both focus groups was the 
need for early intervention. School representatives in the focus groups for community 
stakeholders brought forth their concems about elementary school children on a number 
of occasions throughout the discussions. Participant #2 stated, "We are identifying the 
children with problems as early as kindergarten" and we know that the earlier a helping 
professional intervenes the greater the chances of success. School personnel felt that they 
were unable to intervene with families and "the key to helping kids lies with the family". 
With the success of the family counselling pro gram, the researcher feels the organization 
should capitalize on this success by extending the program to include services for 
younger children in the six to twelve years of age category and their families. 
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6.4 Organizational Threats 
6.4.1 School System 
Participants in the focus group from the school system felt that their resources 
were stretched to the limit and the education reform was compounding the stress being 
felt by the school teachers and administration. They also felt that they were unable to 
he1p families but recognized the key to he1ping children lay with the families. The 
general feeling of school participants was expressed by participant #1 "the parents with 
problems don't see the problem. So, when we get a parent to go to the organization, it's 
like most of our job is done." Participants felt that the organization offered a unique 
program that could not be replicated in the school system and in fact the organization's 
programs complimented the services presently being offered by them. Other community 
and public institutions expressed limited success in reaching out to the most important 
resource for the child - the family. Participant #1 reiterated this point with "these 
difficult kids, when you do something at the school, like a workshop for the parents after 
school on homework or behaviour, you get all the good parents" .. 
6.4.2 Community Mental Health (CLSC) 
Community Mental Health (CLSC) have continued to see their role increase 
through the years and they now play a significant role in many aspects ofhealth and 
social services. Participant #4 summed up the organization's programs with comments 
about the residence program by stating "certainly we see a lot ofkids who are needing 
that kind of service, yes, we certainly appreciate you being there". Although the CLSC 
offers many programs/services, because of their mandate they are unable to offer a 
residential program for teens in the community who are experiencing a family crisis. 
They are seeing a lot offamilies and youngsters where parents say, "we don't want to go 
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through the system, let's take that route". Often times it is less threatening for parents to 
utilize the services of a community family service agency as community workers do not 
have the same youth protection mandate that could appear threatening to some parents .. 
Community organizations tend to be more flexible because of their size and limited 
bureaucracy therefore are able to respond in a more timely manner to critical social issues 
whereby a quick response to issues is more difficult for public institutions. However, a 
strong link between the community organizations and local community mental health 
centers is key to avoiding duplication of services/programs and the unnecessary use of 
scarce resources. 
6.4.3 Social Service Centres 
Social service centres have a specifie mandate that is focused on the protection of 
children in vulnerable situations and only in recent years have they begun to implement 
prevention programs. Participant #5 from a social service center provided these 
comments "1 think it's a great alternative for parents. It's more on the prevention side. l 
think it really gives them another option you know, so that they can try and work it out" 
and also added "l'm not too sure about the counselling, how mally people actually go, but 
we certainly do recommend it". 
Social Service centers have had a long tradition of referring clients who are not 
youth protection cases to the organization. The organization has noticed a considerable 
increase in referrals whenever the social service reception centers are at capacity. 
The community stakeholders felt the programs/services of the organization complimented 
the services that they provide within the schools, community mental health centers and 
the social service centers. AlI participants felt the organization played a unique role with 
families because of the strong focus on the family as a unit. 
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PAST USERS OF THE SERVICE - PARENTS PERCEPTIONS 
6.5 Organizational Strengths 
Parents talked openly about their experiences during the time they were engaged 
in the pro gram. The researcher was interested in how the parents came to engage the 
services of the organization and enroll in the program. Although parents had heard about 
the program through various venues, the two primary sources of referrals were word-of-
mouth and from school personnel. These findings are consistent with earlier findings in 
the community stakeholders group whereby they indicated the organization needed to 
continue to build strong links with schools and their administration. All new and existing 
programs offered by the agency should be promoted within the schools as the schools are 
the greatest source of referrals to all programs. Mass media should not be the focus of 
the agency' s resources but rather the focus should be on relationship building with the 
schools. Parent #1 commented "my son's school is very aware of the organization, the 
principal is pro organization. He's very happy about if', 
Parents who opted to enroll their teen in the program did so for varying reasons 
that were consistent with the findings in the community stakeholders' focus group. 
Participant #1 stated, "My mother worked in the system and until her dying day she said 
stayout of the system". 
6.5.1 Staff 
Comments and feedback from past users of the service tended to focus on the 
critical role the staffhad in the change they had experienced with their teen while 
enrolled in the pro gram. Parents felt that youth workers who were young allowed their 
teen to open up and the teens felt young youth workers could more easily relate to their 
experiences. Parents believed that the teens felt at ease to discuss controversial issues 
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with the youth workers and quite often the free flowing discussions resulted from 
watching a movie. Several parents said their teen had told them, "we learn from real life 
experiences." Teens also learned from the shared experiences of others who have been 
through the pro gram. Parent #3 commented, "one of the things 1 noticed, first thing 1 
want to say is 1 think Sherman, Delia, Julia probably the main ones 1 know, they're just 
unparalleled in their dedication. 1 mean they spend time with you, they don't look at the 
clock in the family meetings and aIl that, they're really dedicated". Parents felt their 
teens needed "a reality check" and if the program could have a speaker who has faced 
challenges and been through the pro gram, parents felt the sharing of the experience 
would have an impact on the teens. 
6.5.2. Intervention 
Past users of the service - parents were unanimous in expressing their sense of 
reliefwhen they their teen entered the program. Many had tried private family 
counselling and although in some cases it was helpful, the majority of parents were 
unable to sustain the changes over an extended period. Also, because ofthe limited 
nature of the intervention, the teen often did not connect with th(~ therapist during the one 
hour session and often the teen felt the therapist sided with the parents. The residence 
program allowed the parents an opportunity to express their feelings without fear of 
reprisaI from the teen. Parents indicated they feared their teen and he/she seemed to be 
far more knowledgeable than they were about the laws. Parents therefore felt fearful of 
the "system" and losing their child to the system. Parents viewed the organization as 
supportive of their role as parents and in the case of one family, the organization 
advocated to the social service center on behalf of the family. Parents felt the world had 
changed and the old line of "wait until your father comes home" no longer had an impact 
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on their teen. Teens just seem to have "no fear" and "no respect", were the comments 
most often spoken by the parents and with an "out of control teen" living in their midst, 
parents were most often "frightened". 
Parents talked openly about the government taking away their rights as parents 
but holding parents responsible when their teen was in trouble with the law. Parent #5 
said, ''l've had David, the younger one, even say "ifyou do that, l'm calling the police, 
he says he knows his rights." The intervention during the parents' involvement with the 
program included "skill building", "support for parents' role", "opportunities for teen to 
talk about their issues with a youth worker", "break for the family" and "relief for the 
siblings". Although the staff and interventions had not resolved all of the issues in the 
family during the period they were involved in the pro gram, it certainly lowered the leve1 
of stress for them and allowed them after an eight-week period to address their family 
issues with new skills, renewed motivation and the sense that they had someone to tum to 
should they reach the point again of no other options. 
6.6 Parent needs - Weaknesses 
6.6.1 EducationlInformation 
At the point of engaging the services of the organization and enrolling their teen 
in the residence program, parents described their feelings as "overwhelmed", "angry", 
"confused", "guilty" and "ashamed". Those feelings were often perpetuated by the 
perception that their teens had more knowledge and were better informed on most issues 
than their parents. Parents agreed that they felt "ill equipped" and "ill prepared" for the 
challenges of adolescence. An educational component to the program for parents that 
equipped them with more knowledge, especially on their rights, and parenting skills that 
dealt with sorne of the behaviours they were experiencing as parents would have been 
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helpful. Parents were impressed with how the youth workers in the pro gram were able to 
deescalate many explosive situations and felt that they could benefit from learning these 
techniques. 
They felt this was important because in many cases "siblings were watching to 
see how the parents handled the situation". Parent #3 felt, "she (my daughter), in grade 
six going into grade seven, she's tending to be a lot more rebellious, mimicking a lot of 
his (son) behaviour. She may be a candidate for the organization, but hopefully not". 
Parents recognized that sorne children were more challenging from birth and most often 
with these challenging kids; parents agreed they gave in "to keep the peace and avoid 
conflict". This statement led to another important insight from parent #6, "we let this kid 
do whatever he wants, and every time he was puni shed, we kind of gave him a chance, 
we negotiated it, and every time you say no now, it's a big deal because you said no. We 
have to straighten that out". 
Although the parents' group, one evening a week provided support to the parents 
and was viewed as a positive experience, focus group #1 parents felt the group should be 
more structured and perhaps should include an educational component on such issues as 
"their rights as parents", "their child's rights", "youth protection act", "strategies to 
handle challenging behaviour", "drugs" and "internet safety". In the strategic planning 
process, the need for more education and information for parents will be explored. 
6.6.2. Alternative to Social Services 
Both Focus Groups - community stakeholders and past users of the service-
parents - unanimously agreed that the residence program in particular was a viable 
alternative to the government social service intervention. Parents cited "a smaller more 
local service" was preferable to a "large bureaucratie maze". Several parents had 
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engaged the services of a private therapist but as expressed by parent #4, "we tried it, a 
private psychologist, eight, nine sessions. At the end, it was costing a fortune and he 
(son) didn't even want to come in (to the therapist's office). So we stopped and then we 
went to the hospital ...... " 
AlI of the parents had tried a number of other resources when experiencing difficulties 
and although many parents had experienced some relief from their problems after the 
intervention or sessions, that reliefwas temporary. Their teens in all cases were more 
open to a short term placement at the organization rather than a possible long-term 
placement in the social service system. 
Parents expressed, "in a time of crisis we need to keep our teen close, in their 
regular school program and avoid long term placement". For some families, engaging 
the services of the organization was a last resort before calling the social service system. 
Most importantly, parents felt comfortable with a program whose values symbolized to 
the teens "we are all in this together and working as a family unit". 
6.7 Parent Challenges - Opportunities 
6.7.1 Lack of Respect 
Past users of the service - parents as well as community stakeholders - who were 
comprised of three school personnel felt that there was a lack of respect with young 
people and the threats and scare tactics used by both the school and home in the past, now 
had little or no impact on the teen. Scare tactics of a decade ago, ie "wait' til your father 
gets home," had no impact on teens in the year 2006. Parents felt that in many cases 
"kids are more powerful than their parents". Participant #6 punctuated this feeling by 
commenting "the respect is just not there". 
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The organization should be exploring the option of developing and implementing 
a moral and/or character building module to its existing residence program that would 
include concepts such as respect, responsibility and understanding cultural diversity with 
the hope that greater knowledge for their teen would impact the attitude of "no fear" and 
"no respect" that is not only facing parents and schools but society at large. 
6.7.2 No Fear 
The two concepts of"no fear" and "no respect" seem to blend together for both 
focus groups and comments linked to these two topics permeated the conversation 
throughout the two interviews. Participant #3 illustrated this point with his comment 
"my sister has been an RCMP officer for over twenty years out in BC and she sees it 
every day, twelve year olds spitting on her, swearing right to her face, things that we 
would never think of doing as a kid. So the whole moral structure for children is gone, 
there' s no respect". 
Parent #3 opinions were reinforced by a chorus of "no respect" from other parents 
in the focus group. As well as teens not respecting their parents and their role, parents 
felt there was generally no respect for any kind of authority school or police. 
Parent felt the organization could address the issue of no respect by having their 
teen face reality by "a trip to the local jail or prison", "visits to the streets of downtown so 
they can see where their life is going ifthey don't shape up", "guest speakers who would 
share their life stories" or "graduates of the program to tell their story". Parents termed 
this method of teaching respect "reality therapy". 
6.7.3 Teens' Knowledge of Rights 
The researcher noted a high level of anxiety and insecurity about their lack of 
knowledge around their rights as parents and their child's rights when coming in contact 
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with youth protection. With the age of consent being 14 in Quebec for medical issues, 
parent #5 complained, "you as a parent, the doctor can withhold the information, yet 
you're responsible for them". Other parents were alarmed and unaware that 14 was the 
age of consent for a teen on medical issues. This is just one example of the anxiety 
parents were experiencing about their lack ofknowledge. Parent #1 stated, "he's allowed 
to do this, he has done this, but he's in trouble now, it's your fault (parents) and it's your 
problem". Parents felt because they had not been in trouble with the law, they were 
unsure in dealing with the law when they were confronted with issues related to their 
teen. 
Although the parents did perceive their child knew their rights, parent #6 
responded "or they think they do". Parents felt their teen may not be as informed on their 
rights as they first thought. This topic created a great deal of discussion for the parents 
and this is an area that the organization could certainly provide education/information to 
not only inform the parents but the teens as well. 
6.8 Organizations Role in the Community - Threats 
6.8.1 Referral Process 
The researcher was interested in the refemng source and the emotional decision 
that lead past users of the service - parents - to engage the services of the organization. 
As well, the researcher was interested in whether or not the referring source accurate1y 
portrayed the programs of the organization when explaining the service to the families. 
AIl of the families who participated in the pro gram had heard the name of the 
organization from a number of sources but at the time dismissed the idea by saying to 
themselves "it's not that bad yet" and "we can still cope." All ofthe parents had been 
informed by their teen's school about the programs/services of the organization but chose 
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to ignore the schools' suggestion. However, after several word-of-mouth testimonials 
from previous families who had used the service, they did feel comfortable with making 
the first phone caU and setting up an appointment. Parents felt the organization was at 
the top of the list of referral sources for the schools. Other parents mentioned hearing the 
name of the organization from school counseUors, private therapists, recreational 
programs and police. In each case, the programs/service of the organization was highly 
recommended as a suitable alternative for their presenting problem with their teen and 
was accurately described as a "cooling off period for families and an opportunity to leam 
new parenting skills". Parents felt that their situation had reached the point whereby it 
was a sense of relief when their teen was admitted to the residence and any guilt or shame 
they had experienced quickly disappeared. In one case, both parents did not share the 
same sense of relief. Parent #6 related "my husband felt guilt, 1 felt relief'. Parents felt 
that the biggest supporter of the service was the school. Parent #3 explained an 
interaction with a school administrator ''l've got to do this, but you know 1 don't want to 
work against what you're working on with the organization, 1 realize your son is a great 
kid". The parent felt the school administrator's words were very complimentary to both 
their role as parents and their teens' situation. 
Schools and other helping professionals would appear to view the organization 
and in particular the residential pro gram as no threat to the services being offered by their 
agency but rather the organization's programs are complimentary to the services they are 
providing and potentially filling gaps in service that exist within their structure. 
6.8.2 Other Resources 
Focus group 2 - past users ofthe service - parents - had participated and engaged 
the services of a number of other professionals such as private counselling, hospital 
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services, social services, school administrators and police. Although several of the 
programs/services were useful and he1pful on the short tenu, aU of the interventions 
failed over the long tenu. It would appear that these families had reached the point of 
crisis whereby these families were in need of an intensity of service that could only be 
provided over an extended period and whose intervention was focused on the family unit 
rather than focusing solely on the behaviour of the teen. This organization has the only 
residence pro gram that is private and not connected with the sodal service centre, 
therefore fulfilling a unique and needed role in the community with no perceived threat 
from other resources. 
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CHAPTER VII 
7. Important Study Implications for Practice, }""uture Research & 
PoHcy 
Reflecting on the process, the researcher noted a great deal of overlap in the 
comments of community stakeholders and parents. Community stakeholders tended to 
view the agency and it programs from the macro leve1 while the parents tended to express 
their perceptions of the programs by relating their personal storit:s. Although both groups 
provided rich data for the researcher, an additional focus group could have been added 
that was representative of parents who had not used the services of any resource in the 
community. 
The study was intended to provide the organization with important information 
that would identify areas of change and assist in the strategie planning pro cess of the 
organization. In the past, the organization would undertake the strategie planning pro cess 
with staff and members of the Board of Directors. There was a sense by the 
administration of the organization that "an outsider' s" perspective was necessary. With 
numerous changes in the health and social service sector, the organization needed to gain 
input from key stakeholders who were not involved in the daily operations of the 
organization in order to provide a true reflection of the needs of the community. If the 
organization continued to focus on the internaI pro cess, personal agendas and biased 
opinions of staff and board members could be at play. 
Given the purpose of this study, qualitative research was viewed as the best 
method for collecting the data. The use of grounded theory allowed the theory to emerge 
from the data rather than starting with a hypothesis. 
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Focus groups presented several challenges for the researcher when collecting the 
data. The researcher, acting also as moderator, was the least difficult component of the 
process. The recruitment of the participants, as mentioned in the literature, posed the 
greatest challenges for the researcher. Why is it so difficult for participants to make a 
commitment to participate in a focus group? This is an area that is need of further 
research. Past users of the service - parents, who were highly satisfied with the service 
they received and commented on their improved family functioning, were unable to 
commit when solicited for one a halfhours oftheir time. Parents were assured that this 
was not about their personal story but rather their perceptions of the needs of families and 
teens in crisis. 
Additional focus groups that explored the perceptions ofteens on their family 
issues could have also been included in this research study. A teen's perspective could 
have provided a weIl rounded perspective ofthe needs of the adolescent in the family. In 
order to ensure ongoing data collection, the researcher will suggest to the organization the 
value and benefit of a regular survey/questionnaire that would continually assess the 
satisfaction, input and needs of the families who have used the service. An additional 
survey/questionnaire could be developed for the teens who have completed the program. 
In summary, qualitative research using grounded theory and focus groups 
provided rich data for analysis. The study could have been extended to two other 
constituents - teens who had used the service and parents from the general population 
who had not sought outside intervention from any resource. The focus group data could 
also be supplemented with a questionnaire that would pro vide ongoing data collection to 
ensure the organization's annual strategic planning process includes feedback from its 
54 
key constituents. An ongoing evaluation process ofthe programs/services would 
eliminate the need to use the organization's scarce resources on the time-consuming 
process of data collection and analysis. 
7.1 Implications for Social Work Practice 
The researcher became interested in this study because ofher role as an 
administrator in this non-profit community agency. The interest was focused on 
organizational change and the need to incorporate input from key stakeholders rather than 
the standard pro cess ofstrategic planning that inc1uded an internaI perspective of the 
organization' s woes through the eyes of staff and members of the Board of Directors. 
Public institutions had been experiencing reorganization and this reorganization was 
impacting non-profit community agencies but in many cases community organizations 
lacked the resources and expertise to address the potentiallong term impact of the 
changes. Anecdotal feedback from key constituents offered praise for the dedication and 
skills of the workers. However there were questions about the organization's functioning 
and role that needed to be answered by key constituents at this critical juncture in the 
organization's evolution. The data collected from the focus groups provided a wealth of 
knowledge to the researcher that will assist in addressing key concems and provide input 
into the strategic planning process. One key area in the delivery of programs that was 
important for parents was the expressed need for youth workers to be young and able to 
deve10p a connection with their teen. Teens would not only be able to connect with 
younger youth workers but the parents felt their teen would also respect the opinions of 
young youth workers who teens perceived were betler able to understand their situation. 
For the administrators of a community based agency one of the greatest challenges in 
hiring young and often inexperienced workers is the workers' need for supervision. In 
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community agencies, unlike public institutions, supervision is oflen a luxury rather than a 
given. Future research for social work practice could include a method of supervision for 
community based agencies that would not pose additional burdens on the budgets of the 
agency. 
The need for youth workers to be accessible to teens when they are experiencing a 
crisis does not only apply to community organizations but it is just as important to have 
trained young social workers available in other settings such as schools, recreational 
programs and drop in centers. Over the years, there has been a graduaI movement of 
social workers to traditional settings in social service centers and local mental health 
centers (CLSC). 
Future research could include the impact of an intervention on the teen when the service 
is delivered by a young social worker. Does it have a greater impact from the perspective 
ofthe teen? 
In focus groups 1 and 2 there was clear consensus on the need for both parents 
and teens to have more information/education. Social workers, ifthey were readily 
accessible to the schools could play an important role in dispensing 
information/education on issues such as internet abuse, abusive relationships and drugs. 
Although school representatives in focus group 1 felt that their resources were stretched 
to the limit, the researcher felt that community organizations should be building 
partnerships and collaboration with the schools. As an important role of community 
organizations is to fill gaps in services not being met by public institutions, a partnership 
with the schools would allow social workers to respond to the social issues of teens. 
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Social workers, through a collaborative process, could be providing sessions during class 
time as a part of moral education, during lunch breaks and after school programs. 
7.2 Implications for Public Policy 
A National Survey of Non-profit and Voluntary Organizations (NSNVO) 
conducted a survey in 2003 and gathered data from13,OOO incorporated non-profit 
organizations in Canada. This data provided the first portrait of non-profit and voluntary 
organizations in Canada. The report indicates the sector has a common goal "to serve the 
public" and the activities of the sector make a significant contribution to the economy of 
Canada. 
Although 49% of all revenues reported by the sector come from provincial 
governments, earned income from other nongovernmental sourcc~s is 35% and the 
remainder of the revenues 13% are derived from gifts and donations. With minimal or no 
increase in government funding to community organizations, agencies are searching for 
alternative methods to increase their revenues. Fundraising dollars have become 
increasingly scarce and community organizations are competing for fundraising dollars 
along with larger institutions like hospitals who have fundraising staff and a much higher 
profile in the communities they serve. The NSNVO report summarizes the challenges of 
community organizations in this manner, 
"non-profit organizations appear to be experiencing difficulties fulfilling 
their missions or achieving their organizational objectives, which may 
limit their ability to contribute to the community. Just over one-half 
reported having problems with planning for the future, recruiting the 
types ofvolunteers needed by the organizations and obtaining board 
members. Over 60% reported problems due to re:ductions in government 
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funding, the unwillingness of funders to provide for core operations, long 
term programs, administrative expenses and over-reliance on project 
funding" (NSNVO, 2003). 
With community organizations playing a vital role in the lives of its citizens and 
an important contributor to the Canadian economy, should social policy makers not be 
paying c10ser attention to the trends and issues re1ated to the sector? The 2003 report 
provided important information to the governance of community organizations but should 
this report now be translated into an action plan that addresses these presenting issues? 
Should the work and the value of community organizations no longer be considered an 
add-on service, but rather a part of the infrastructure of our communities like roads and 
municipal recreation programs? Community organizations have been forced to switch 
their focus from furthering the mission oftheir organizations to focusing on the daily 
struggles of trying to survive. Executive Directors of community organizations who 
began their careers as social workers with a deep desire to contribute to the quality of life 
in their communities have been forced into the role of public relations and media experts, 
fundraisers and entrepreneurs without the proper knowledge or training. 
The NSNVO report, in their consultations with community organizations 
reported, "participants identified planning and deve10pment as the greatest challenge for 
their organizations". Although public policy makers c1early identified the challenges for 
the sector, the agenda must now be moved forward and the challenges identified backed 
up with an action plan. 
That action plan, as the findings would suggest should be focused on early 
intervention of family and societal issues rather than the present focus of funding being 
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used to develop treatment programs to treat the problem. Treating the problem is often 
very costly and early intervention and prevention would probably prove to be cost 
effective for governments. As weIl, a central resource of each province would be helpful 
for those seeking services as often mentioned in the focus groups, parents were unaware 
of the services/programs that presently existed in their communities. Community 
agencies are reluctant and often do not have the financial resources or the marketing 
abilities to develop slick marketing campaigns and materials. Early intervention and 
prevention as weIl as a central data bank of community organizations and the services 
offered are two areas that the findings indicated should be includled in an action plan for 
public policy in Canada or provincially in Quebec. 
7.3 Implications for communities 
Government policy makers through their various reports since 2003 have clearly 
indicated the trends and challenges in the non-profit sector. The social work profession 
has the expertise to develop and implement programs to respond to the needs of 
communities but do communities have a key role to play in improving the quality of life 
for its citizens? Non-profit community organizations have many strengths and their 
greatest strength lies in their "grassroots" network that has contributed to the success of 
many organizations. The perception of most municipal officiaIs is that the social needs 
of its citizens should be provided for by the provincial government through the network 
ofhealth and social services. Communities need to build capacity within their own 
communities and the social needs of their citizens should be the concem of elected 
municipal officials, thereby providing communities with the capacity to respond the 
changing and specific needs oftheir community. Town hall meetings, focus groups, 
forging relationships with community organizations should be a focus and pivotaI role for 
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aIl communities so there is an understanding ofthe needs and a tolerance for those less 
fortunate individuals. 
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CHAPTER VIII 
8. Conclusions 
It is the hope of the researcher that the reader of this study will acquire not only a 
greater understanding of the needs and challenges of community stakeholders and past 
users of service - parents but also a greater understanding of the complexity, challenges 
and reality of non-profit community organizations. Although the findings from the data 
are agency specific, it is the researcher's thinking that the pro cess could be replicated to 
address key issues in other settings. 
Through the use of focus groups, the researcher was able to produce data that was 
rich in interaction among the participants, data that contained a sense of feeling and 
emotion for the participants and an exploratory process that reached to the heart of 
matters. Data of this nature could not be acquired through the usual channel of outcome 
evaluations, questionnaires or scaling questions. Focus groups provided a forum for open 
discussion that allowed the conversation to flow and evolve, thereby providing a unique 
understanding to the researcher of the challenges and needs of the community. It is the 
researcher's hope that the reader will not only focus on the data and its findings but rather 
on the whole process and the inherent challenges in using focus groups as a means of 
gathering data with key stakeholders. 
On undertaking this study, the researcher wanted to explore the challenges and 
validity of using focus groups as a means of gathering data with key stakeholders. If 
community organizations, were to remain true to their missions, community 
organizations would have to be more outwardly focused and incIude the input and 
feedback from their constituents when considering organizational change and planning 
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for the future of the agency. Community organizations need to develop an organizational 
evaluation process that inc1udes ongoing input from its constituents. A process for 
ongoing evaluation of agency viability should inc1ude a survey/questionnaire to be 
administered to clients upon completion of the program The evaluation process should 
reach beyond outcome evaluations and inc1ude all facets of agency functioning. 
Although a number of organizations have implemented an outcome evaluation process, a 
key component to accumulation of data is a protocol for the processing and compilation 
of the data as well as identifying how the data will be used. 
In this study, the focus was on gathering data to assist a community based 
organization in identifying key areas that were in need and to ultimate1y develop a 
strategic plan that inc1uded a mission and vision for the futuœ. The researcher would 
hope the reader could generalize the findings and replicate the process to address a 
number of challenges in non-profit community organizations. Focus groups could be 
used to gage individuals' interest in donating to the cause or to deve10p an understanding 
of human resource issues in the sector in comparison to the for-profit or corporate world, 
to name just a few examples when focus groups could be helpful in the non-profit sector. 
Social work research has been large1y focused on the impact of various 
interventions and their outcomes. However, to ensure the importance of the role of the 
social work profession within the sector, it is the belief of the œsearcher that social work 
training will need to inc1ude non-profit management as a core course in social work 
curriculum. The Masters in Business Administration (MBA) pro gram has heen 
encouraging their students to seek out meaningful careers in the non-profit sector thereby 
posing a tbreat to those social workers who are interested in management and Executive 
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Directors roles. Most social workers are ill equipped with their present training to take 
on the entrepreneurial role of an Executive Director of a non-profit community based 
organization. 
In conclusion, the researcher would like the data and findings from focus groups to 
be considered just one of many important variables that could be used to assist community 
organizations in assessing their mission and vision for the future. 
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INTRODUCTION LETTER BY PRESIDENT OF THE BOARD OF DIRECTORS 
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Dear Participant, 
The Board ofDirectors of Amcal Family Services is undertaking a Strategic Planning 
process to ensure the relevance of its programs and services and develop a vision for the 
future. As part ofthis Strategic Planning process, the Executive Director of the agency, 
Heather Parker has been authorized by the Board ofDirectors to organize two focus 
groups to allow input from past users of the services and community stakeholders. 
You may have important insights to offer the Board ofDirectors and management on the 
perceptions of the community regarding the programs and services offered by Amcal 
Family Services. As well, by participating in the focus group you will be able to assist in 
identifying the needs of families and children and the kind of programs that could best 
answer their needs. 
An informed consent form is enc10sed and if you agree to participate in the upcoming 
focus group we would appreciate if you could sign and retum the form to the agency in 
the stamped self addressed envelope. The focus group will be he1d: 
November 6, 2006 
CLD, 207 Pl. Frontenac, Pointe-Claire 
3:00 - 5:00 pm 
(Off Brunswick, across from the YMCA.) 
Refreshments will be served. 
We thank you for considering our request and feel your input is vital to the future 
direction of the agency and its ability to best serve the needs of the community. 
Yours truly, 
Louis Tassé 
President 
Board of Directors 
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INTERVIEW GUIDE 
Prior to start of interview: 
Explain my role, research process and a context for the questions being asked of the 
participants. Review the consent form so the members of the focus group are 
comfortable with their participation and understand they refrain from answering the 
questions and can discontinue with their participation at any time. 
Do you have any questions on my introduction before we begin? 
Research question: What impact do focus groups with a process of participatory 
evaluation from key stakeholders have in assisting community 
organizations in being more responsive to the needs of the 
communities to whom they provide programs/service? 
Warm up: Introduction of participants and their role and the organization they 
represent 
Questions Focus Group #1 - Community Stakeholders 
1. In your role what do you believe to be the general publics 
perception of the service/programs offered by Arncal? 
2. In your opinion what do you feel are the most pressing issues for 
families, children and teens in the West Island? 
3. What programs/services should be deve10ped to address these 
Issues? 
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INTERVIEW GUIDE 
Prior to start of interview: 
Explain rny role, research process and a context for the questions being asked of the 
participants. Review the consent form so the rnembers of the focus group are 
cornfortable with their participation and understand they refrain frorn answering the 
questions and can discontinue with their participation at any tirne. 
Do you have any questions on my introduction before we begin? 
Research question: What impact do focus groups with a process of participatory 
evaluation frorn key stakeholders have in assisting cornrnunity 
organizations in being more responsive to the needs of the 
comrnunities to whorn they provide programs/service? 
Warm up: Introduction of participants. 
Questions Focus Group #2 - Parents 
4. As parents it takes a tremendous amount of courage to reach out 
for help when experiencing difticulties with your child or 
teenager. When you began to research resources to address your 
family issues: 
a) What kind of a service did you fee1 could best respond to 
yourneeds? 
b) What rnethod did you use to tind the organization? 
c) How much did you know about the programs/services 
offered prior to tirst contact? 
5. Sorne ofyou prefer a referral by word ofmouth or another 
he1ping professional when seeking professional services. 
a. Did you ask for a referral to the agency frorn a past user 
of the service, local CLSC or Batshaw before making the 
tirst phone caU? 
b. If so, explain how the services and programs of the 
agency were explained to you by your source? 
6. With so rnany changes in the world around us do you think that 
the issues you were dealing with when you used the service and 
the experience of parents in 2006 is quite different, if so, please 
offer your opinion on parenting issues that have changed in the 
past few years? 
7. In our very busy and hectic lives we ar(~ constantly reminded of 
the demands placed on farnily life and these demands would 
75 
appear to be growing and becoming increasingly complex. In a 
perfect world where communities had the ability to respond to 
the needs of parents, what programs/services do you feel should 
be available that are not currently being offered to parents who 
are dealing with issues of adolescent behaviour? 
8. Given that the need for resources and services is growing and an 
agency can only respond to a limited number of changes to their 
programs/services given their human and financial resources, 
what would be a priority for your family? 
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